Buonanno, et al. 
PROACTIVE CALL AND CONTACT CENTER SYSTEM 
Attorney Docket No. 2705-710 / Application No. 09/766,175 

REPLACEMENT SHEET 
1/5 




Buonanno, et al. 
PROACTIVE CALL AND CONTACT CENTER SYSTEM 
Attorney Docket No. 2705-710 / Application No. 09/766,175 

REPLACEMENT SHEET 

2/5 




Buonanno, et al. 
PROACTIVE CALL AND CONTACT CENTER SYSTEM 
Attorney Docket No. 2705-710 / Application No. 09/766,175 

REPLACEMENT SHEET 

3/5 



CUSTOMER PLACES AN ORDER 



TRANSACTION IS PROCESSED THROUGH WORKFLOW 



MONITOR WORKFLOW 




TRANSACTION 
COMPLETES 



NOTIFY CALL CENTER OF THE PROBLEM 



CALL CENTER AGENT RESEARCHES THE ISSUE 



ESTABLISH 
COLLABORATION 
SESSION 
BETWEEN 
PURCHASER AND 
SELLER 



CALL CUSTOMER 
TO EXPLAIN 
PROBLEM AND 
PROPOSE ONE 
OR MORE 
SOLUTIONS 



AUTOMATICALLY 
FIX PROBLEM 
AND SEND 
PASSIVE 
MESSAGE 



TRANSACTION COMPLETES 

________ 

c^3T END 



FIG. 3 



Buonanno, et al. 
PROACTIVE CALL AND CONTACT CENTER SYSTEM 
Attorney Docket No. 2705-710/ Application No. 09/766,175 

REPLACEMENT SHEET 

4/5 



PRESENT HTML PAGE OF PRODUCTS OR SERVICES FOR SALE 




PROCESS TRANSACTION 



PRESENT CONDITIONS SELECTABLE BY CUSTOMER 



CUSTOMER SETS DESIRED CONDITIONS 



STORE SET OF CONDITIONS SELECTED BY CUSTOMER 



-CONDITIONS 
MET? 



CONTINUOUSLY MONITOR DATABASE TO 
DETERMINE WHETHER CONDITIONS CAN BE MET 



409 



NOTIFY CALL CENTER 

+ / 4, ° 

CALL CENTER AGENT PROACTIVELY CONTACTS CUSTOMER TO OFFER 
OPPORTUNITY SET BY CUSTOMER 




FIG. 4 



Buonanno, et al. 
PROACTIVE CALL AND CONTACT CENTER SYSTEM 
Attorney Docket No. 2705-710 / Application No. 09/766,175 

REPLACEMENT SHEET 
5/5 



Non-volatile ROM 



Data storage 
device 



Alpha-numeric 
input 



Cursor control 



Network interface 
card 



TO NETWORK 



FIG. 5 



